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BEFORE THE 
POSTAL RATE CQMMlSSlQN (Jcr 23 3 39 PM ‘01 

Postal Rate and Fee Changes, 2001 ) Docket No. R2001-1 

OFFICE OF THE CONSUMER ADVOCATE 
MOTION TO COMPEL PRODUCTION OF DOCUMENTS 

REQUESTED IN OCAIUSPS-7 
(October 23, 2001) 

Pursuant to Rule 21 of the Rules of Practice of the Postal Rate Commission, the 

Office of the Consumer Advocate (OCA) hereby moves to compel survey results 

requested in interrogatory OCAAJSPS-7, filed September 28, 2001. In accordance with 

the Commission’s Rules 26(d) and 27(d), the interrogatory is reproduced below. 

ocA/usPs-7. The following interrogatory refers to a case study, 
“Pushing the Envelope, The U.S. Postal Service Digs Deep To Deliver 
What Customers Really Want,” by Francis Smith, Lizbeth Dobbins, and 
Janet Tonner. A copy of the article is attached. The case study indicates 
that “Postal Service managers have access to as many as 180,000 
business-satisfaction surveys and 200,000 residential surveys every three 
months. And while customer satisfaction surveys have been around for a 
long time, what makes these different - and a great model for any service 
company - is that the results are linked by ZIP Code to precise locations 
and operations at the Postal Service.” 

(a) Please provide copies of the 180,000 business-satisfaction surveys 
and 200,000 residential surveys that are performed every three 
months. 

(b) For each year and each three month period in FY 2000 and FY 
2001, please provide by postal region, a copy of the survey results 
referred to in the case study. 
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In response to part (a) of OCA interrogatory 7, the Postal Service provided 

copies of the blank survey forms, one entitled “U.S. Postal Service Customer 

Satisfaction Survey” (the Residential customer survey, Attachment A), the other entitled 

“U.S. Postal Service Business Customer Satisfaction Survey” (the Business customer 

survey, Attachment B). For the most part, the Postal Service objected to filing any 

survey results, alleging that most of the results were irrelevant.’ The Postal Service 

expressed willingness to submit survey results that reveal “customers’ experiences with 

specific classes of mail,“’ but only subject to protective conditions. The Postal Service 

takes the position that survey results that are not class-specific are “irrelevant to the 

determination of rates and feesV3 and “to a proceeding under 39 U.S.C. $$3622 and 

3623.“4 

OCA vehemently disagrees that only the class-specific survey results are 

relevant to the current rate proceeding and asks the Presiding Officer to direct the 

Postal Service to submit most of the information that the Service is currently 

withholding. The Postal Service refuses to provide any of the responses collected in 

the Residential customer survey, and only a small fraction of the information collected 

in the survey of Business customer satisfaction. 

Most of the questions posed in the Residential customer survey are concerned 

with inquiries about the quality of services being provided by the Postal Service. For 

1 
“Partial Objection of the United States Postal Service to the Office of the Consumer Advocate’s 

Interrogatory OCAKISPS-7 and Joint Motion for Protective Conditions,” filed October 9, 2001 (hereinafter 
referred to as “Objection”) at 1. 

2 Objection at 3 

3 Id. at 2 

4 Id. at 3 
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example, question 1 .a. inquires about the accuracy of delivery to the correct address, 

while question 1 .b. asks whether mail has been delivered in good condition. Question 

2.b. formulates 1 .b. somewhat differently, asking whether the respondent has received 

damaged mail within 30 days of answering the question. Number 5 poses questions 

concerning ease of buying stamps, ease of mailing letters, and ease of mailing 

packages. Questions 9 and 11 inquire about the helpfulness, clarity, and 

courteousness of window clerks. Questions 21-23 ask about overall Postal Service 

performance. 

Like the Residential customers survey, many of the Business survey questions 

measure customer satisfaction with postal employees (Question 1 c., f., g., h., and 

Question 13.c.), the accuracy of mail delivery (Questions 1 .k. and 5.a.) the 

convenience of conducting business at a postal retail facility (Question 13.a. and b.), 

the quality of mail processing, transportation, and delivery (Question 1 .I., Question 3, 

and Question 4.b.) the accuracy of Postal Service accounting practices (Question IO), 

the quality and accuracy of communication with the Postal Service (Question 17), the 

speed and reliability of mail delivery (Question 19) and the general perception of quality 

about the Postal Service (Questions 26 and 29). 

Residential and Business customers’ perceptions of the efficiency, accuracy, and 

convenience of the Postal Service are highly relevant to a number of issues that must 

be resolved by the Commission. Foremost among them is the level of the contingency 

that will be recommended. One of the ten “Significant Possible Adversities” proffered 

by witness Tayman as a justification for his proposal to add a three percent contingency 

to the revenue requirement is the “variation between projected and actual mail volume 
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and revenue,” a variation that he characterizes as “inevitable.“5 He notes that revenue 

variance from the Docket R2000-1 estimate was more than two percent. Indeed, OCA 

concurs that Postal Service mis-estimates of volumes and revenues are a source of 

concern. OCA, however, strongly disagrees that such variations are “inevitable.” 

In Docket No. R2000-1, as in the current proceeding, witness Tayman offered 

revenue shortfalls and disappointing volume growth as bases for establishing the 

R2000-1 contingency at 2.5 percent.6 OCA witness Burns challenged the revenue and 

volume contentions of witness Tayman on the ground that such matters are controllable 

by the Postal Service, and therefore, not proper justifications for a higher contingency.7 

Witness Burns stressed that, “The Postal Service can influence volumes by improving 

service .” In his direct testimony, witness Burns testified that:8 

The purpose of a contingency is to cover expense[s] which are 
unexpected and are uncontrollable After all, honest, efficient, 
and economical management will make every reasonable effort to control 
those costs that are foreseen and foreseeable. 

Witness Burns’ testimony conforms to the Commission’s view of the purpose of 

the contingency. In its Docket No. R2000-1 opinion, the Commission reiterated the 

legal standard for assessing the need for a particular level of contingency that it had 

articulated years before in Docket No. R84-I:’ 

5 
USPS-T-6 at 61. 

6 USPS-T-9 at 43 (R2000-1). 

7 
Tr. 2219735 (response of witness Burns to interrogatory USPWOCA-T2-8; R2000-1). 

8 
Id. at 9710 (OCA-T-2 at 3). As may be seen from the quoted passage, witness Burns invoked the 

“honest, efficient, and economical management” proviso of the Postal Reorganization Act. OCA fully 
intends to invoke this proviso in the current proceeding in connection with customer satisfaction and 
quality of service issues. 

9 PRC Op. R2000-1, para. 2152. 
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the [§3621] provision is intended to protect against unforeseeable events, 
not capable of being prevented through honest, efficient, and economical 
management, and which might have a significantly adverse impact on the 
financial position of the Service or upon its operations. 

Through discovery, OCA is attempting to develop evidence on the level of 

customer satisfaction both with particular classes and services (that relate directly to the 

issue of markup) and with the Postal Service generally. The latter type of information - 

general and diverse customer satisfaction/dissatisfaction with the Postal Service - is 

material that OCA intends to incorporate into its own testimony relating to the 

contingency. While the Postal Service may wish to neglect such information in the 

development of its contingency testimony, its efforts to prevent the OCA from so doing 

should not be condoned. 

OCA further notes that customer perceptions about the Postal Service and its 

efficiency, accuracy, convenience, and courtesy undoubtedly will influence the growth 

or diminution of volumes in the test year. Yet Postal Service witness Tolley fails to give 

these matters explicit treatment in his volume estimation procedures. This may very 

well contribute to the revenue shortfall noted by witness Tayman and cited above. It 

cannot be gainsaid that the requested survey results would be relevant to an evaluation 

of the Postal Service’s volume and revenue estimates in this proceeding, as well as rate 

design and application of pricing criteria. 

It is significant that the Postal Service does not allege in its Objection that 

production of the requested survey responses is burdensome. Perforce, when one 

weighs the relevance and importance of the cited survey responses to OCA testimony 

against the Postal Service’s bare assertion of irrelevance, the balance tips heavily and 

clearly in the direction of production. 
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When one applies the standard for relevance articulated by the Postal Service 

itself, it is apparent that some of the Residential customer survey information is clearly 

class-specific and relevant. For example, question 2 asks Residential customers about 

several different “situation[s]” concerning mail delivery: 

2.b. “Received statements, bills, or correspondence addressed to a previous 
resident.” 

2.d. “Received magazines or newspapers later than expected.” 

2.e. “Received advertising mail too late to take advantage of coupons or sales.” 

It is hard to imagine that residential customers responding to these questions 

would have had any classes of mail in mind other than First Class in answering Z.b., 

Periodicals class in answering 2.d., and Standard A in answering 2.e. These responses 

should certainly be provided. 

With respect to the Business customers survey, Question 6, which is limited to 

receipt of mail via a post office box, is associated with a unique service, and therefore 

relevant even under the Postal Service’s view of relevance. 

For the reasons presented above, the OCA respectfully requests that the Postal 

Service be directed to provide survey responses to the following Questions: 

Residential Customer Survey 

Question 1 .a. - g. 
Question 2.a. - h. 
Questions 3 and 4 
Question 5.a. - k. 
Questions 6 -7 (OCA anticipates using this information in its direct testimony). 
Question 9.a. - f. 
Question 10 
Question 11 .a. - j. 
Question 15a. and b. 
Question 17 (OCA anticipates using this information in its direct testimony). 
Question 18.a. - e. 
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Question 19 
Question 20.a. - c. 
Question 21 
Question 22.a. - h. 
Question 23 
Question 33 

Business Customer Survey 

Question 1 .a. - h. and k. and I. 
Question 2.a. -d. 
Question 3.a. - c. 
Question 4 
Question 5.a. - b. 
Question 6, including a. and b. 
Question 8a. - c. 
Question 10 
Question 13a. - c. 
Questions 14 -16 
Question 17.a. -d. 
Question 18 
Question 19.a. - c. 
Question 26 
Questions 29 - 31 

Respectfully submitted, 

Shelley S. Dreifuss 
Acting Director 
Office of the Consumer Advocate 

1333 H Street, N.W. 
Washington, D.C. 20268-0001 
(202) 789-6830; Fax (202) 789-6819 
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To be completed by an individual knowledgeable about the 
household’s mail. Please base your answers only on your 
household’s diwcf expeiimce during Ihe past 30 &ys -not on 
what you have heard from others, experienced in tbe workplace, 
lamed from the news, or on exwiences older than 30 davs. 

Please follow the steps below carefully when completing this survey: 

. Use a blue CN black ink pen that does not soak through the paper. 
-Make solid marks that tit in the response boxes. (Make IIO stray 

marks on the survey.) 
Your answers to these questions-will be kept confidential &d 
will only be used to identify groups of similar respondents for 
statistical purposes. 

1 Based on your experiences during the part 30 days, please rate the Postal Service on each of the following aspects of your mail 
delivery. @EASE MARK ONE ANSWER BY nn-rt~~ AN “x” M THE APPROPRIATB BOXY POE wztt STAR.) 

very Don’t 
Exc$ent Gqd Gqd F+ir 

‘? Fw 

a. Delivery of mail to the correct address .......................................................... q oolIlo 
b. Delivery of mail in good condition ................................................................ q q oclcl 
c. Deliveryofmailabout~sametrmeeachday.. ............................................... q q OUEI 
d. Carrier was professional and courteous ......................................................... q 0000 
e. The security of your mail (that it will remain unopened and safe from 

theft and/or loss) ............................................................................................. cl 0000 

f. Tbe security of mail in your mailbox ............................................................. 0 cl000 

g. Overall quality of your mail delivery service ................................................ Cl cl 0 q - cl 

) During the past 30 days. have you experienced the following siNatio0 with Postal Service deliveries to your residence? 
(IF “No:’ MARK TEE ‘LNcrT AT ALL” BOX. tp ‘%Ts:’ MARX T&m Box lxl INlmxnNG acnv - lmm.) 

In the past 30 days? 

a. Received mail-intended for a different address.. ........................................................... b b h 0 

b. Received statements, bills or correspondence addressed to a previous resident.. ......... 17 q EICI 
c. Received damaged mail ................................................................................................ q cl Cl cl 
d. Received magazines or newspapers later than expected. .............................................. 0 q 0 q 
e. Received advertising mail too late to take advantage of coupons or sales ................... 0 cl00 

f. Mail delivered after500 p.m. ....................................................................................... q q cl El 
g. Carrier did not pick up your outgoing mail.. ................................................................. 0 0 Cl cl 

h. Letter or package delivered to your home was left in an unsafe place ......................... 0 0 Cl cl 

0 
El 
El 
cl 

Cl 
Cl 
d 



I” the past 30 days, what happened if no one was at home 
when your Postal carrier had a package to deliver to your 
household? (MARE ONLY ONE) 

You got a notice of attempted delivery and... 
q you picked up your package at the post office 

0 you requested mlelivay 

Carrier left the package.. 
0 with wtneO”e (Eutnples: neighbor. rental office, etc.) 

q in a locked box or locker 

0 for you (Examples: on parch, “eat mailbox, etc.) 

0 Not applicable, no package received (Go to Q #S) 

0 Not applicable, wmxone was horn (Go fo Q #‘.5) 

I Thiing about your ansvm to question #3, please rate 
how well this delivery method met your needs. 

V-7 Don’t 
ExdentGocd &ad Fir Pow Know 

) Based on your experiences in the pan 30 days, please rate 
the U.S. Postal Service on each of the following: Das 

-v-J not 
tent GoodGoadFntr Pwrap& 
V’IVV~V 

a. Easeofbuyingstamps.....~ 0 q 0 0 0 

b. Ease oftiling letters . q 17 0 q 0 [7 

c. fza;:rmil? . . . . q q q q q q 
d E.ytockcidewhich 

tiling options to “se 
(Examples: Priority Mail, 
ins~a”ce.registered 
mad, etc.) . . . . . . . . . . . . . . . . . . . . . . . . 

q q •1 [7 q I7 

e. Ease of de&d& which 
mailiig form to use . . 0 q Cl q 0 Cl 

“~~-...000000 
g. Convenient location of 

a post office . . . . . . . . . . . . . . . . . . . . q q 0 q q q 
h. Convenient location of a 

mail collectio”box . . . . . . . . . cl cl . Cl cl Cl cl 

i. Level of confidence that 
mailycusendis&ed...tl q q q q q 

j. The time it usually takes 
for a letter you send to 

E’z.tro: . q q q q q 1 cl 
k. Thetitxitusuallytakes 

for a lener you send to 

:2;::::~ . q q q q q q 

) Where do you normally buy stamps? (MARK TB~SE 
TEAT Amx.) 

q Post office cwnter 

[7 Grocery store or other store 

q Vending machine 

q From carrier (where available) 

q ATM 
,o OrderhyMail 

0 Order by Telephone (l-800-STAMP241 

0 Order by Internet (Stamps 0” Lie) 

D How do you typically mail a package with the Postal 
Service? (tara 0NLy ONiL) 

0 Bring to post offtce counter 

Cl Use self-service equipment at p&office 
(vending, scales) 

q Leaveforcariet 

0 Call Postal Service to pick up 

q other I 
0 Not Applicable 

During the past 30 days, how many times did you visit a 
post office? (MARK mm ma.) 

0 Not at all (Go to Quesfion #12) 

q l-2ti”les 

q 3-5 tinles 

0 Morethan5times 

During your mosf recent visit to the post office. “.,,,,, 

7 “a? 

a. Did the clerk greet you pleasantly? . . . . . . . q uu 
b. Did the clerk ask you questions to 

fmd ““t what you needed? . . . . . . . . . . . . . . . . . . . . c] 0 0 

c. Was the clerk able to clearly explain 
the tiling services and pmducts y”” 
needed? . . . . . . . . . . . . . . . . . . . . . . . . . . f . . . . . . . . . . . . . . . . . . ..I__ cl q q 

d. Did the clerk suggest additional 
ntding services or products? . . . . . . . . . . . . . . . . q El 0 

If ‘Yes,” was the suggestion helpful? . 0 0 0 

e. Did the clerk thank you? . . .._..._.............. q cln 
f. Were stamp vending machines in 

working order? . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . q clu 



During your most recent visit u, the post office, how 
long did you wait in Line? (w DNLY oh%) 

0 No wait% lie 

i b-;&y 1 minute 

cl :-5~~~ 
q 6-lOminutes 
0 More than 10 minutes 
q Don’t know/Can’t recall 

Based on your experiences during the past 30 days, 
please rate the pat office you have visited most often 
on each of the following.. 

a. Waitingtimeinline . . . . . . . Ii 0 0 Ii 0 

b. Convmimceofbours.... q 0 0 0 0 

c. Availability of park@ 0 0 0 0 q 
d. Clerks wm courteous 

and pleasant . . . . . . . . . _ . . . . . 0 q 0 0 0 

e. Pmfessional appearance 
of clerks ._....................... 0 Cl c3 0 Cl 

f. Clerks worked efficiently 
andvalued yourtime..... q 0 0 [7 0 

g. Clerks provided the 
i”fcm”ation n&d to 
complete your tasks . . . I3 L7 17 Cl 0 

h. Signs and displays 
were helpful . . . . . . . . . . . . . . . . . . . 0 17 0 0 [7 

i. Lobby was clean and 
well maintained . . . q Cl 0 Cl Cl 

j. Overall rating of the 

iizzz2Y:Y” . cl Cl q q q 

I If you know. pmvide the ZIP Code of 
the post office you visit most ofte”. . . . . . . . . I 

Not sudDon’t how . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . q 

Please mark the one response which best describes 
where you “omrdly receive your mail. (huan ONLY ON&) 

17 Individual mail slot “I mailbox at your door 

0 Individual curbside mailbox 

0 Mailbox within cluster of boxes inside a building 

0 Mailbox within cluster of boxes outside a 
building or home 

0 I” B box at a post office (Ro. box) 

0 Rented box somewhere other than at a post office 

I” the pas, 30 &ys, has anyone in your household 
completed P change-of-address card so that your mail 
would be forwarded to a different address. including a 
temporary or vacation address? 

0 Yes, for a” individual 

q Yes, for the household 

q No (Go to Qmfion # 16) 

If “Yes,” please provide the 5-d@ ZIF’ 
Code you forwarded your mail from . . . . . . . . I 

Please rate the Postal Service “0: 
Eud- very POdI 
M Good Gqd F;” Pn+r “+I? 

a. Delivewof forwarded V v 

b. Delivery of forwarded 
mailt”c”mctaddress..cl cl 0 cl 0 0 

During the past 30 &ys, have you contacted the Postal 
Service to get information or report a problem? (m htmttt 
Tom ONE CONTACT, PLEASE TNNK OF mx? IIECENT.~ 

0 No (Go to Question #19) 

0 Yes, to get information 

0 Yes, to rep”rt a problem 

lXakingofycwmosrrsmtamL?ct,h”wdidy”uamtxtthe 
postal service? (huRg OWL) 

q Telephoned post office 

0 Telephoned a toll-free number 

0 Written correspondence 

0 E-mail/Internet 

0 Went u) Post Office 

q Spoke with carries 

Thinldng of y~lr mat rece”t contact, rate the Postal 
Service on: 

EXd-VN-3 P&t 
k+t G+adGyd F$r Pc+rKa+m 

a. Ease of reaching some- 
one whocould help . . . . . . . 0 q q q 0 0 

b. Being dealt with in a 

Fizrz=2”“t”_“.“.. q cl cl cl q 0, 
c.Speedofresponse . Cl El •i 0 0 •i 

d.olxkingmeinformato” 
or help you needed . . . 0 0 q 0 ~0 0 

=. itlEzzif.Ttf” . . . . . . . . . . . . . q q q 0 0 I 0 
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Please rate the Postal None 

Service advertising you 
Exd very seed 
ted GoodGood Fdr Poor beard 

have seen or heard in VTVVTV 
thepast3Odays? . . . . . . . 17 0 0 0 q ICl 

Have you accessed any Postal Service Internet page in 
the past 30 days such as www.usps.com? 

El Yes 

q No. have not access4 site in past 30 days (Go to Q&21) 

0 No, have IX) Internet connection (Go to Q #21) 

I b. Ease of tinding the 
i”fomtimyo”“&..u cl Cl 0 Cl 

Bxd- very Pcdt 
If ‘Yes:’ please rate: M GaodGoodFatr FworKnor 

v”Ivvv= 

a. Usefulness of site . . Cl 0 0 0 q 0 

cl 
q 

) Thinking about all aspets of U.S. Postal Service 
performance during the past 30 days, please rate the 
service you have received. 

V-S Pm’1 
ExcdlrolGood Goad Fair poor Kw” 

El El 6 Ii &El 

) Compared to other companies you have recently done 
business with (e.g., grocery stores, banks. depammnt 
stores. other delivery services). rate the Postal Semite on: 

SmrAbad- 
hi* wbt the atla, Mu* Don’t 
b$ab$uyleno;cro;skyv 

a. Waitingtimeioline..O 0 0 0 0 0 

b. Courteous and 
helpfulemployees . . ..a 0 [7 q q 0 

f. Value for price . . . . 0 0 0 0 0 0 

d. Easy to use/ 
Convenient . . . . . . . . . . . . . . . 0 0 cl q 0 q 

f. Reliable service . . 0 0 q 17 q 0 

g. sec”reniusted . cl 0 0 0 q 
h. Ovwallperfomm~~.. I 

0 
q uunclo 

) Thiing about the pasr 30 days, how satisfied are you 
with the U.S. Postal Service? 

Do you operate a business from your home? 

0 Yes 0 No 

fs anyone in your household employed by the U.S. Postal 
Service or by a national company which specializes in 
shipping or delivery of mail &packages? 
0 Yes q No 
About how many packages or pieces of mail do you send 
in an average month using the Postal Servia? @.4twt eta) 
El O-lopieces cl 21 or more pieces 

cl u-20 pieces q Don’t know 

Which do you use more frequently to mail packages? 
q Postal Service 0 Other delivery service 

Have you purchased any merchandise over the Internet 
inthep30days? 

cl Yes q No 
What is your age? 

; $-Y&- ; y-w& 

0 354yeaI.s 0 65orolder 

Gender? q Male q Female 

What is the highest level of education that you have 
completed? 
0 Did not complete high school 
[7 High school graduate/GJ?D 
q Some college or technical school 
q Undergraduate degree 
0 Graduatedegrre 

Would you allow the Postal Service to contact you via 
e-mail with additional questions to improve service? 
(LNFurluATtON WlLL NOT BE SOARFD OulsJPIl THE 
msT.4Lsepnck) 
Cl Yes What is your e-mail address? 

ON” - 

Additional ccmtments: 

Is this a: 0 Cotnpliment q Suggestion a Problem 

Thank you for completing this survey! 

Please return completed survey to: The Gallup Organization . P.O. Boi 82606 - Lincoln, NJ3 6HOl-BO6 



Attachment B 

Please follow the steps below carefully when completing this survey. 

*Use a blue or black ink pen that does not soak through the paper 
-Make solid marks that fit in the response boxes. (Make no may marks on the survey) 





please continue on nextpage 



Your answers to these questions will be kept conjidential 
and will only be used to identify groups of similar respondents for statistical purposes. 

Thank you for completing this survey! 

Please return completed survey to: 
The Gallup Organization 
P.O. Box 82570 
Lincoln, NE 68501-9571 



CERTIFICATE OF SERVICE 

I hereby certify that I have this date served the foregoing document upon all 

participants of record in this proceeding in accordance with Rule 12 of the rules of 

practice. 

h’Enri Whitseyjohns 

Washington, D.C. 20268-0001 
October 23,200l 


